' _'J’“(-r C LA’TA sno. SRR 014@3

ST
‘--(EE-N;“‘ - Serv i € GIONALNO.

0V 04y (ONF Olawed w/ o

LUN::UMI:R FRay

* CHICAGD » '60’ - @SPMSQ A—row{ RM "’éx %
‘ 1. Please to be s %O Z-\ / . lore filing. )
2. Piease type or - - ) .

e

3. Incomplete or
4. Make sure yo

CONSUMER:
i

Senior Citizen?
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Have you complained to the company or the Widividual?

I [_] No How? [ By Mail E‘—B/Teiephone D In person Date
Person Comacled Job Title

Nature of Response Date ol Response

Has malter been submitted to another agency or attomey? [lYes [Zfo |f yes, give name and address:
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FILLﬁUT IF COMPIJ\INT G ABOUT A MOTOR VEHICLE-DR APPLIANCE:

- b Make Year | VIN or Serial Number
Purchased Sold - Warmanty Expiration Date | Purchase Date-. | Mileage
O New Dused | D with Warmanty D Asls

CONFENTIA

Briefly describe your complaint:

What form of relief are you seeking? {e.g. exchange, repair. money back, etc.)

Whoe referred you to this office?

READ THE FOLLDWING BEFORE SIGNING BELOW:

, PLEASE A'I'FACH TO THIS FORM PHOTOCOPIES of any papers invoived {contracts, warranhes bils received,
" cancelied chécks - front and back, comespondence, etc.) DO NOT SEND ORIGINALS.

"In order 10 resoive your complaint we may send a copy of this form 1o the person or firm you are complaining about.
In fihng this complaint, | understand that the Attomey General is not my private attomey, but represenis thé public

in enforcing faws desigrndd to protect the public from misleading or unlawiul business practices, | also understand
Ons conceming my legal nghts or responsibilities, l shouid contact a private mmey | have

" Date:

AVE YOU ENCLOSED COPIES OF IMPORTANT PAPERS 2 TORNEY GENERAL

ATTORNE GFNFRA RNTO: Jim Ryan, Attorney General ~ONSUMER PROTECTION DIV.
CONSHMER PROTECTICN Fr‘? Consumer Protection DIVISIOI(‘I: O

oy 9 2 1999 100 West Randolph Street - NGV 23 1999
MGy 23 159 Chicago, Niinois 60501 o
Prewes on fecycwd Paoer ‘o (312) 814-3000 SPRINGFIELD, u_l;.lgOl_S
erRINGFIEL D, 1L LLINQIO :
Assigned t0 ——————
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AROUND THE BEGINNING OF APRILL AFTER CALLING
AMERICA ON LINE {THE INTERNET SERVICE] ABOUT
A TECHINAL PROBLEM. 1 WAS TOLD ABOUT THEIR %)
NEW LONG DISTANCE SERVICE. THE PRICE FOR CALLS %7
OUT OF ILLINOIS WAS .0 CENTS A MINUTE ANDALL THE 4%}
CALLS WOULD BE ADDED TOMY CREDIT CARD. WHAT 1 %
WASN'T TOLD WAS THAT LONG DISTANCE AS DEFINED
BY AOL WAS ANY CALL OVER EIGHT MILES FROM MY
HOME. IMAGINE MY-SURPRISE TO RECEIVE A CHARGE
MORE THAN TWICE MY USUAL BILL. I CALLED AND
CANCELLED THE SERVICE AND AT THAT TIME ] WAS TOLD
HOW AOL CHARGES FOR LONG DISTANCE SERVICE.
] EXPLAINED TO A MANAGER AT AOL THAT I HAVE A CALL
' PACK THROUGH AMERITECH THAT ALLOWS ME TO MAKE
UP TO 100 CALL PER MONTH AT .10 CENTS PER CALL AND
ANY CALL TO ANY CHICAGO NUMBER EIGHT MILES OR
MORE IS STILL .10 CENTS PER CALL. I SPOKE TO A
. A AMERITECH EMPLOYEE ABOUT MY PROBLEM AND
SHE TOLD ME MY 1 HAD BEEN SLAMMED. I AMWRITING .
YOU BECAUSE NOT ONLY WAS I NOT INFORMED ABOUT
AOL’S RATES. {.15 CENTS PER MINUTE WITHIN THE STATE
MORE THAN EIGHT MILES} 1SPOKE WITH AOL TWICE AND =~
'THEY AGREED TO CREDIT ME THE DIFFRENCE BETWEEN
WHAT,] WAS CHARGED AND WHAT I WOULD HAVE PAID
* WITHMY CALL PACK. THEY NEVER GAVE ME ANY CREDIT.
“ THE AMOUNT IN DISPUTE IS $81.68.
' MY CREDIT CARD PROVIDER CREDITED ME $106.00
AND $18.64 FOR THIS PROBLEM.

- THE CLIFF NOTE VERSION OF ALL THIS I WOULD

NOT AGREE TO PAY MORE THAN TWICE MY
USUAL BILL AND STILL PAY FOR MY ORIGINAL
SERVICE.




- CapitalOne

Capital One Services, Inc.

PO, Box 85699 *
Richmond, VA 23283-5699

B00-935-1455

February 4, 2000
| lr-
- .,
Re:
File No. SF99110433 - e

Dear Mr, Wilcox,

Your letter, filed with the State of Illinois, Office of the Attomey General, has been
forwarded to my attention for direct response. Please allow me to address your concemns.

In your correspondence, you express your dissatisfaction because you have not been
credited for the charges from AOL Long Distance. This charge was initiated by AQL
Long Distance, not Capital One. Capital One acts solely as the billing agent.

Our records indicate that you are disputing an amount of $18.64 and an amount of
$81.68. Our records indicate that the charge of $18.64 was credited to your account on
September 28, 1999.

_Based on the response we have received from AOL Online Services, a copy of which is
< enclosed, and a review of this situation, this is a valid transaction. Although this charge is
valld we have credited $81.68 for the remaining disputed amount. This credit
ad_]ustment is permanent and will be reﬂected on your February 2000 blllmg statement.

We apologize for any inconvenience that this matter may have caused, and appreciate the
opportunity to address your concerns. Should you have additional questlons please
contact our office at 804-968-3899 ext. 6437.

Sincerely,

i flmdor

Marguetite ilton
Executie-Response Specialist
Capital One Services, Inc.

Enclosure

cc: State of Illinois, Office of the Attorney General




AOL Long Distance Savings Plan

oo oo YD

Amount: B8 W Sequence #' ] HODQQQD . '

Chsrgeback Date: _{D:] -9 v

Dear Issuer,

Thank you for your consideration. Our research has indicated the following:

“Itie Gastomer redueded service with the AOL Long Distance Szvings Plan, and agreed ta our Terms of
Service,om: _ 3 ﬁ‘_ﬁ’. |

Theé cm;mme;umatgiu;hnbr : CONF IDENT'AL

- vfo Sﬂumpmznuﬁve-gnmo!dsbﬁmﬁnmenmmq:pohw'nhone"ofou-r _
Marketing Represeotatived, Every customer must go through a PARTY YERIFICATION proccss, giving smbarizstionts the'
- Verifications Representative. This would have aken place afler customer spake with the Seles Represeatative and gav spproval
to join the AOL Long Distance Savings Flan. The Independent VeriGeations Representative verified the accoum informatiox,
{dentified the customer & fhe decisian-maker, and reconfinmed hishéy declyion to join the phow. 1f anry part of that converssiion did
. PP r '
The Customer requesied a calling card on: —_———

The Customer requested cancellstion on: __ 59T .
The AOL Long Distance Savings Flan ¢smmgt, by Federal Regulations, chiange or ehoose  long Bistance

carrier on behalf of a castomer. The customer is required to call their local telephone carrier to make s
selection. We advised the cnstoimer to call bivher local carrier on; 99U . T

To avoid an Intervuption in phone service, the customer cantinued to atilize our scrvice until he/she those
s different earrier. The Iast phone call placed on our service was made on: S-94-99 .

The Customer ;e'ceived a creditrefund in the amount of — _son —

BPligqr oo atiached.




ACCOUNT# MO02420 e

4.4.99
Lectexr: CONFIFRM

From: AOL.LongDistanée

To:

Reply-To: AOL.LongDhistance .

Subject: AOL Leng Distance Savings Flan Confirmatien

Dear Membex,
Congratulations!

We have just received confirmation from AMERITECH ILLINOIS thatdiNEme

[ has been switched ta the AOL Long Distance Savings Flan. Your
next bill from AMERITECH ILLINOIS may reflect this change as a reguest
from The Fhone Company, the name Tel-Save.com does business as in many

jurisdiccions. : ‘

HERE'S THE BEST NEWS OF ALL!!! <The AOL Long Distance Savings Plan
provides revelutionary on-lins billing. This means you will view your
bill on-line, at your own cenvenienca, by simply going to Keyword: LD
Member or clicking here. You can alse find the answer To virtually all
of your questions, as wesll as update account information by clicking
herae, or going to KEYWORD: LD MEMBER at any time.

Add cur View Bill site to your list of AOL "Favorite Places". Simply
elick on "Favorite Places" on your tecl bar. Choose "Favorite Places”
and a "Favorice Places” box will appear on your screen, just drag the
heart at the top ¢f the Long Distance Hember’s Arsa inte that box.

You may want to contact AMERITECH ILLINOIS and instruct them not te
change your long distance carrier from The Fhone Company without youzr
peraonal authorization.

Again, if you would like to chnrige account information or if you have

any additional guestions, please go to tha Member's Area page or go to
Keyword: LD Membet.

Sincerely,

AOL Long Distance

=== CONFIDENTIAL




Capltal One

Capital One Services, Enc,
PO, Box 85699

Richmond. VA 23285-3099

800-955-1433

March 30, 2000

o Nm— (VDY
Dear SRR |

Your letter, filed with the State of Illinois, Office of the Attorney General, has been
forwarded to my attention for direct response. Please allow me to address your concems.

In your correspondence, you express your dissatisfaction because you have not been
credited for the cha.rges from AOL Long Distance. This charge was initiated by AQL
_ Long Dlstancc not Cap:tal One Capltal One acts solely as the billing agent.

Our records mdlcate that you dre d1sputmg an amount of $18 64 and an amount of
$81.68. Our records indicate that the charge of $18.64 was credited to your account on
- September 28, 1999.

Based on the response we have received from AOL Online Services, a copy of which s

A enclosed and a review of this situation, this is a valid transaction. Although this charge is
vahd we have credited $81.68 for the remaining disputed amount. This credit
ad_]ustment is permanent and will be reflected on your February 2000 billing statement.

. We apologize for any inconvenience that this matter may have caused, and appreciate the -
opportunity to address your concerns. Should you have additional questions, please -
contact our office at 804-968-3899, ext. 6437.

Slncerely, o

(Aka)&wil ﬁ@fmf s

MargugriteHamilton
Executive Response Specialist
Capital One Services, Inc.

Enclosure

cc: State of Illinois, Office of the Attorney General




CapitalOne

w - -
Finances Fit
. Mymurdieﬂ-ll-dh-nn-ul‘mdlt-nﬁ-bhbrmrm . N
| - Maintain a geod éredit history..it affects mors arsas of your Kfe than Jusi your abllty to getn ,

i = Use s budget tu help you see what you can alford to buy pew and te belp you save for the future.
' * Understand thint the cost of credit Includes fens ay well apiaterest. ’
+ Request a copy of your eredit repert fromt a crudit reporting burean regularly.

VISA ACCOUNT JAN 11- FEB 11,2000
R “Pagsiof

Capifal‘Qmj

Actount Summary Paymants, Credits and Ad):

Previous Balmicy $63.00 1 23JAN  PAYMENT RECEIVED - THANK YOU $30.00-
Payments, Cradits and Adjusanants sliL6t 2 C2FEB  CREDIT ADJUSTMENT 11.61-
Trnzctions 35649
Finance Charges $.00 Transartieas
New Balancs b 1061 DAIE. .
Minimum Amount Due . 31000 3 11JAN  AOL®ONLINE SERVICE 010 300-6T5-9444 VA 32195
Pryment Due Data March I, 2000 4 397AN  PLAMETRX INC 8333407979 CA 1454
Toal Coudit Lie 400 5 IIFEB  MEMBERSHIP FEE 19-00
Total AvailableCrudit 518939
Credit Line for Cash $400
AvailableCredit for Cash $33939 .

Atyourservice CONF,D
To'allC 10 Fporta ostes molencan ;
Send prywnestae: Send inguicicae;
1 PO, Baxi5147 PO, BoxiXLS
Richeond, VA 132355147 Wichmond VAZIIRSAOIS —
Finance Charges Pl sidle for imp for
parm— Pervede Camupandng FINAN(
‘o T CRARGE
PURCHASES .00 AR 19.90% $.00
CASH 5.00 DN, 19.5% $.00
ANNUAL PERCENTAGE RATE applied this peried 0.00%
24290
¥  PLEASERETURN PORTION BELOW WITHPAYMENT. ¥
CapitalOne 003000 0000000 9 * 1061 1000
Hew Balanee $10.61 | Plespe e g s srdiomist
Mirimom Amowt Due S10.00 — reY)
Paymem Due Due March L1, 2000
Gy S ar
Tl 3 [ ] = T

1

Capital o©ne Bank
F.0. Box 85147
Richmond, VA 23285-5147
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Plecsewrite your account member on ywar theckor muncy ovier mosle prveble i Copital One Bark and mail Ia thy anciasedervriope,




